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Overview: This guide is for troubleshooting PA/OM Workflow issues.

Policy/Procedure Statement: Workflow facilitates the entry of position (OM) and employee (PA) actions. Within
workflow various approvals are captured (may include any or all of the following: Division Approval, Agency
Approval, Funding Approval, OSBM Approval, OSP Approval).

Warnings/Important Information: A PCR is a Personnel Change Request for either an OM or a PA action being
routed through workflow for approvals. All PCR’s have a unique 10 digit PCR number. PA PCR numbers begin
with a 1 and OM PCR numbers begin with a 5.
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Security Roles and Approver RelatioNSNiPS.........voiiiiiiice et sre s 35
Missing PCR

Description: User calls and says they are not able to locate a PCR. They don’t know where it went,
whose inbox it is in, or why it is not where they expect it to be.

Ask the User the following questions:

1. Isthis an OM or a PA action?
2. Are you the Initiator or an Approver for this action?
a. Approver
i. Waiting to receive a PA Action — skip to Finding a PA PCR via Search”
ii. Waiting to receive an OM Action — call BEST Shared Services (who will
use the PCR Search Tool to locate the PCR)
iii. Trying to locate either an OM or PA action already “approved” or
“rejected” by the approver — skip to “Finding a PCR by Looking at the
Workflow Tracker”
b. Initiator
i. If PCR has not been initiated yet — skip to “Initiating the PCR”
ii. If PCR has been initiated — skip to “Finding a PCR by Looking at the
Workflow Tracker”

Finding a PCR by Looking at the Workflow Tracker

1. Have the user go to their SAP Inbox (Business Workplace) — this is an Inbox icon directly
under the word “Easy” on the SAP Easy Access menu. If the user does not see this icon, have
them open a new Session, or hit their green back arrow until they arrive at a screen that looks
like this.

=
Menu Edit Favorites Esras  Systern Help

A HAH a0 DHEB Do
SAP Easy Access

3= M

2. After clicking on the Inbox icon (3“JI from left) the user should do the following:
i. Click on Outbox Folder
ii. If User is Initiator, click on the “Started Workflows” blue arrow
If User is an Approver, click on the “Work Items Executed by Me” blue arrow
iii. Locate the PCR they are looking for based on PCR number, Position number (if OM)
or Employee name (if PA), and highlight the line by single clicking on it (see screen
shot below)
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Business Workplace of Alivia Apple

|§ Mew message |||}|'] Find folder H Find document HETEI Appointment calendar H@ Distribution lists |

= o Workplace: Alivia Apple
I & Inhox
= &3 Outhox
| Documents
Started workilows

=31 e [ e = . e =l e [0

Started workflows (Since 02/14/2008)

W [warkitem ty | Title

| status [cCreation Da [Creatic

%92 (Subjwarkfloy 1501 - Funding OM Action for position - 51001168 PCR: 5000002533 §2 031472008 2047

USRS EREUEG (e 29 (Subiwarkfloy 1501 - OM Action - Position 61001168 - PCR: 5000002533 3 031472008 20047
fionzéatdedivoriers %29 (Subjworkilov 1501 - OM Action - Position 61001169 - PGR: 5000002532 2 03142008 20427

E g E:f:tzrrr;';i';" %23 (Subjworkiiov 1501 - Funding OM Action for position - 61001101 PR 5000002531 § 03142008 1903
S i %% (Subjwarkflay 1501 - OM Action - Position 61001101 - PCR: 5000002531 § 03142008 19032
b &3 Folders subscribed to %% (Subjwarkflov 1701 - Funding OM Action for position - 59033477 PCR; 5000002530 § 03142008 17.00;
B Trash %8 (Subjworkflov 1701 - OM Action - Position 59033477 - PGR; 5000002530 @ 03142008 17.00°

T Shared rash %8 (Subjwarkflov 1501 - Funding OM Action for position - 55000441 PCR; 5000002528 @ 03142008 16551
%8 (Subjwarkflov 1501 - OM Action - Position 65000441 - PCR; 5000002529 @ 03142008 16541

%89 (Subjwarkflov 1501 - OM Action - Position 65000440 - PCR; 5000002528 @ 03142008 1643

%82 (Subjwarkfloy 1701 - Funding OM Action for position - 55000437 PCR; 5000002525 @ 031472008 16:35)

B0 S0 ukbrerl e A TOA O Aebian Deacition BENANAT  DOD- AOONAN2EDE L] naM Aanng AL 2R

[l [ KD

i Current data for started workflow: 1501 - Funding OM Action for position - 61001168 PCR: 5000002533

Steps in this process so far

Step name Status Result Time stamp Agent
03/14/2008 - .

Load OM approvers Completed 204759 Alivia Apple

1501 - OM Action Reallocate Position Up for Position 03/14/2008 -

§1001165 PCR: 5000002533 [nirmzzss 20:48:00 ZWFFAZNDOT

Infermation objects addressed so far

+ OM_Header PCR -5000002533 - Position:61001168
+ OM_Control Workflow Tracker

iv. Click on the “Workflow Tracker” link at the bottom of the screen (user should then see
a screen similar to the one below)

Workflow actions

ReguestID 5000002533 Action 103 | |Reallocate Position Up Status M| |In Process
AEncy 151 Transportation FPosition (61001168 Mew Position Issue 132
Creator 3214 Alivia Apple Org Unit (14201411 | |DOT DMY L&T HO SUPPLY & LOG

SequoIe |Mand |F't5tpe |At5tpe |AgentID Marme [ Description |A|:t |Desc |CmnﬂActuaI Marme

1 F F oooe3214
100 FA1 X A F FH235743

Alivia Apple P Processed
MATHAMIAL GEOFFREY FEMMI

ogoe3zt4d  Alivia Apple

v. Have user check the Status at top right for “N” — In Process
1. If Status shows “D” — Created, this means the initiator has not yet initiated the
PCR (Refer to Initiating the Action)
2. If Status shows “N” — In Process, or “A’ — Approved, explain to user that the
action is with the next approver(s) shown in the Tracker
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Heading

Reguest ID BOOOOO2491 | Action 108 | Remove Position Differential
Agency 171 Wildlife Resources Commissi Position
Creator @ Cirg Unit

Status | 4| |Lpproved

59033463| |PROCESSING ASSISTANT I
19001438| |WR  ADMIN CUSTOMER SERWICE

Seq|RDIe |Mand |Pwpe |Atype |AgentID |NameIDescripti0n |Act |Desc |Cmnt|ActuaI Marme
1 P P elelelelelelele] P Processed e lelelelelele]
I i) P 70219056 MO USERID 0 N
| ee Far A P 70159767 HAYLEY CALLIES & Approved 70159767  HAYLEY CALLIES
|20 pa A P 70197726 MO USERID 0 NA
[ |200 Dt A P TO230647 BASIL LAMDEWOS & Approved 70239647  BASIL LANDEVDS
| |00 bt i) P TO239647 BASIL LAWDEWOS 0 N
T A P 70219056 MO USERID 0 NA
[ |zom an1 x A P 70161020 Celeste Girardi 0 NA
T A P 70139386 KARISSA MEUMEISTER & Approved 70139386  KARISSA MEUMEISTER
| |400 som x i) P 70142903 COLE HAWK
| Jame son x A 5 aelelelelchey| YACANT

a. The above screen shot indicates that the item is with Cole Hawk.
Have the user look for the next set of names that do not show anything

in the Act (Action) column. This is who the action is with.

3. If Status shows “R” — Rejected, then the action should be back with the

Initiator. (Refer to Handling a Rejected Workflow Item)

4. If Status shows “M” — Complete, explain to the user that the workflow item is
complete. If user has additional questions, call BEST Shared Services. If the
user is unable to interpret the Tracker, refer to “Finding a PCR by Looking at
the Workflow Log”

Finding a PCR by Looking at the Workflow Log

Use this method when the user is not able to locate the PCR by looking at the Workflow Tracker

(sometimes the Tracker can be confusing when a PCR has been rejected one or more times).

1. Have the user go to their SAP Business Workplace — this is an Inbox icon directly under the

word “Easy” on the SAP Easy Access menu.
2. After clicking on the Inbox icon (3rd from left) the user should do the following:
vi. Click on Outbox Folder and “Started Workflows” blue arrow (If Initiator)

Click on Outbox Folder and “Work Items Executed by Me” blue arrow (if Approver)
vii. Locate the PCR they are looking for based on PCR number, Position number (if OM)

or Employee name (if PA)
viii.

Highlight the line with the desired PCR by single clicking on it
i

ix. Click on the “Log” icon, 4" from left
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=5 R =3 (S ) ) = G5 K T [
Started workflows (Since 02/14/2008)

W _|workitem ty | Title | status |cCreation Da |Creation |P|at |

&3 [(Subyworkflov 1501 - Funding OM Action for position - 61001168 PCR: 2000002 @ 0342008 2047589 5 E
w## (Subiworkilov 1501 - OM Action - Position 61001165 - PCR: 5000002533 2 03142008 204758 & [
%% (Subyworkflov 1501 - OM Action - Position 61001169 - PCR: 5000002532 ) 03M4/2008 20:42158 &
F3® (Subyworkflov 1501 - Funding OM Action for position - 81001101 PCR: 000002 Q 0342008 18:.03:81 5
w## (Subiworkfloy 1501 - OM Action - Position 61001101 - PCR: 5000002531 @ 03142008 19:0248 5 ]
=29 (Subyworkflov 1701 - Funding OM Action for position - 59033477 PCR: 5000002 §3  03M4/2008 17:0020 §
w29 (Subyworkflov 1701 - OM Action - Position 58033477 - PCR: 5000002530 B2 03142008 170019 5
w2 (Subdwearkflow 1501 - Funding COhd Action for position - 65000441 PCR: 2000002 (=] 03472008 169900 4
w## (Subiworkilov 1501 - OM Action - Position 65000441 - PCR: 5000002529 2 03142008 16:5458 &
w28 (Subyworkflov 1501 - OM Action - Position 65000440 - PCR: 5000002528 2 03142008 164311 5
w2 (Subdwearkflow 1701 - Funding COh Action for position - 65000437 PCR: 2000002 (=] 03472008 16:35:35 4 L
w## (Subyworkilov 1701 - OM Action - Position 65000437 - PCR: 5000002525 B2 03142008 16:3533 & [«
e (Subveenrkfloy 1RO - PA Actinn Mew Hire (NCY Anency Anoroval WE fm:_;?«_r_nv Fnsi i) 032nng 1310467 A E
Current data for started workflow: 1501 - Funding OM Action for position - 61001168 PCR: 5000002533
Workflow Log
W View: Workflow Agents 4 wiew: Workflow Ohjects
Wiarkflow and task | Details | Graphic | Angent | Status Result Date |Time |
< @ 1501- OM Action - Position 61001168-Per: 5| [B || BB | InProcess ‘Worklow started  03/14/2.. 20:47...
Load OM approvers Completed 03M4/2. 2047
= 2 1501 - Funding OM Action far pasition - 6101 In Pracess 0342, 20:47...
1501 - OM Action Reallocate Position Uy | | BB || & |inProcess 03(14/2.. 20:48:..
I
X. Have User click on the icon that shows two people on the entry that shows

“In Process”
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‘E:'Recipientsﬂ A01 - O Action Reallocate Position Lp e

o

[E'Which Agents Do You Want To Display?l=] /

xi. Have User click on the “Agents” button.

TS 99180878 Funding approver edit
———U5 ZWFFAINDOT ZWFFAINDOT
U5 ZWFFAZ  ZWFFAZ
———US ZWFFAZNDOT ZWFFAZNDOT &3

LD e e

User can see whose inbox the item is in by looking for the “Inbox” icon.

xii. Have User click on the . button to close the screen.

Finding a PCR in Your Own Inbox
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1. Have the user go to their SAP Inbox (Business Workplace) — this is an Inbox icon directly
under the word “Easy” on the SAP Easy Access menu. If the user does not see this icon, have
them open a new Session, or hit their green back arrow until they arrive at a screen that looks

like this.

=
Menu Edit Favorites Esras  Systern Help

A ESEn SHE S04a8

|GF|

SAP Easy Access

| LN ) P N |

2. Have user click on their Inbox Folder and then on the Workflow Folder

3. Ifthe item is not in their Inbox, ask the user to click on Refresh icon

4. If the item is still not showing in their Inbox, refer to “Advanced PCR Troubleshooting”

Business Workplace of Alivia Apple

|§ Mew message H['ﬁ'] Find folder”['ﬁ'] Find document HE—EI Appointmentcalendar”@ Distnbutionhsts‘

= of Workplace: Alivia Apple
< &3 Inhox
| Unread Documents 124
] Documents 219
b [ Workflow 19
Overdus entries 0
Deadling Messages 0
Incarrect entries 0
I £ Outhax
I ¢B Resubmission
I ¢ Private folders
I» ¢@ Shared folders
b ¢ Folders subscribed to
i Trash
[ Shared trash

Workflow 19

Ex_[Title | Status [cCreation Da_|Creation |[P|at_[ca [w_ |
@ Edit OM Action Create Mew Position for Position - 5000406 PCR @ 0272702008 172642 & J ]
# Edit OM Action Create Mew Position for Position - 5000405 PCR =] 022712008 17:23:43 & B
# REJECTED: 1701 - OM Action Create MNew Position for Position - (%] 02212008 17:.0323 &

# REJECTED: 1701 - OM Action Create Mew Position for Position - %] 02/21/2008 16:14:59 5

# Edit OM Action Position Adjustment from Auth for Position - 58032 @@ 02/06/2008 091352 4 }E‘
# Edit OM Action Position Adjustment from Auth for Position - 58034 @@ 02/06/2008 08:55:40 & Iﬁ‘
# REJECTED: 1701 - OM Action Create Mew Position for Position - =] 02/05/2008 09:41:04 5

# Edit OM Action Position Working Title Change for Position- 61001 @ 01/3002008  15:248:50 5 Iﬁ‘
@ Edit OM Action Create Mew Position for Position - 65000260 PCR 9 01/24/2008  18:50:31 & Iﬁ;‘
@ Edit OM Action Change Position Time Data for Pogition - 6500002 9 01/24/2008 16:48:58 & Iﬁ;‘
@ Edit OM Action Re-Establish Position for Position - 65000261 PCI 9 01/24/2008  16:26:23 & @
@ Edit OM Action Change Position Time Data for Pogition - 59032401 9 01/24/2008 15:8516 & @
# Edit OM Action Position Transfer for Position - 65000082 PCR: 60 @ 01/232008 17:2912 & ]
# Edit OM Action Position Hours Change for Position - 65000232 P1 @ 01/232008 17:15:40 & B

# Edit OM Action Reallocate Position Up for Position - 65000275 PO =] 01/2302008  17:12:20 5 Iﬁ‘
I # Edit OM Action Reallocate Position Up for Position - B5000278 PO 6@ 01/232008 17:06:32 5 ]

# Edit OM Action Position Hours Change for Position - 65000230 P &2 01/232008 16:50:37 4 Iﬁ‘
# Edit OM Action Re-Establish Position for Position - 61001678 PCl 2 ofM82008 13:11:81 5 Iﬁ‘
# Edit OM Action Re-Establish Position for Position - 81001461 PCl @@ TAE2007  14:00:04 4 Iﬁ‘

4% Tips & tricks: Display other ¢

Edit OM Action Create New Position for Position - 65000406 PCR: 5000002483

Description

Please make changes or add attachments.

Cancel - return to inbox if not ready to resubmit for approval.
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PCR Not in Approver Inbox

Description: User calls and says the PCR should be with a particular Approver, and it is not. The initiator,
an approver, or anyone involved with this particular PCR may call.

Guide the User based on the following:

1.

2.
3.

Has the user already tried looking for the PCR using the PCR Tracker or the Workflow
Log?

If so, and they’'ve had no luck, call BEST Shares Services.

If user would like to see how to locate a PA PCR on their own, skip to “Finding a PA
PCR Via Search” below.

For OM PCR’s the user can search for an OM PCR by Position number or PCR
number (in case they know one, but not the other) using the “OM PCR Search”, but
they do not have access to the log or tracker from the transaction.

Upon locating the Tracker and/or the Log, if the user is still not sure why the PCR is
not in the Approver’s inbox, call BEST Shares Services. BEST will research potential
security issues with the user who should (but does not) have the workflow action.

Note: See Advanced PCR Troubleshooting for more information about researching
security issues

Finding a PA PCR Via Search

1.

Have the user enter transaction ZPAAQ76 from the SAP Easy Access menu
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Action  Edit  Goto Systern Help

(SRR =R - I T A e i e N 73 ez 2 B

&

Employee Action Request

Of[]ls]

Reason

Existing PCR Mo,

Personnel Mo.
Last 4 digits (SSM)
Effective an

Action Tvpe

First

O316/2008

Last

2. Click on the Search Help Icon to search for an Existing PCR

||I:«'F'CR IO {1} 365 Entries found [=]
W vesictins
=

EORRERERIE

PA |Pers.No. [SSN(last5)|A |Ac_|Startdate |Createdby  |WF Stat  [PCRID |
17681  Z0 01 10421/2007 TESTUAT D 1000000562 [+
45789 Z0 01 01/03/2008 CZAMUDIO D 1000000624 [
87546  Z0 01 02M5/2007 ANGELAAPFLE M 1000000556

0201 00003204 ZC 12 01M62008 00600933 D 1000000676

0701 08555  Z0 01 10/04/2007 ZWFINITOZ N 1000000476

0701 70185316 71 01 08292007 CZAMUDIO M 1000000300

0701 70227236 71 03 09122007 ALMIAAFPLE D 1000000442 [

0701 70228654 78 01 10i06/2007 ANGELAAPFLE A 1000000504

0801 59540  F0 01 01/222008 WCREECH M 1000000683

0901 00001234 24048 70 01 08152007 CZAMUDIO D 1000000154

1301 70233690 Z1 01 09132007 ALMIAAPPLE D 1000000445

1401 53232 Z0 01 10/04/2007 AMGELAAPPLE R 1000000483

1401 00003224 78 01 10082007 ANGELAAPFLE C 1000000524

3. User can sort the list to find the PCR, or click on the gray down arrow at the top for additional

search functionality
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I= CIE .

Perzonnel area

Perzannel number
SSM[Last 5]
Action Type
Reazon for Action
Start date
Created by

WE Status

FCR 1D

b azirnum Mo, of Hitz a00

4. Note that the user can search based on the Workflow Status, as well. See “Workflow Status
Values” section for a list of the possible workflow statuses.
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Dllz)ie

Existing PCR Mo, 1EIEIEIEIEIEIEiEi!§I|

Fersonnel Ka,

Last 4 digits (SSR) First Last
Effective on B3/16/2008

Action Type

Feason

5. After selecting a PCR, the user should click on the eyeglasses to display the PCR

Employee Action Request

iPCR Number, 1086869669
Personnel Mumber B16F4274 | Betty Doe Action: |20 Mewe Hire (MC)
Last 4 digits{S5M) Betty Doe Reason: |01 Mevy Hire (HMC)
Effective on B1414¢2008 Chng (A1/14/08 | [ANGELAAPPLE | 5t |H Completed
CURRENT FROPOQSED

Pers.Area FPers.Area 1501 Transpattation

Suharea Subarea WNCOS Tday Interface

EE Group EE Group 1] Supplemental Staff

EE Subgroup EE Suharp Ga Temp FT 5-FLSACT

|z |
6. Have the user click on the right side of the top left icon and select Workflow,

Workflow Overview.
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Employee Action Request

FCR Mumber THARNANAGES
I= /]
] (= T = ] e s [l =T T
Workflows for Object: PCR:1000000669
Title |Creatinn Da__]Creatiu:un___ Status Task
P& Action Approval WWE for Betty Doe - PCR: 10000006649 0111 4/2008  14:52:21  InProcess  PA Action Approval WWE
[0 [ [«][]
1501 Create MNew Hire (MC) Action for Betty Doe FPersonnel 011472003 - ~
_PCR. 1000000669 Completed , o oated | 14-58-29 Angela Apple =]
1501 Mew Hire (NC) for Ermployves Betty Doe 011472008 -
Status? In Process 14-58-29 Angela Apple
Information objects addressed so far
+« PAPCRE PCR:1000000669
« PCE List Workflow Tracker
« PCE_Action 10000006690002
v
Annnal Salare [ U Hrlyw Sal [ Annnal Salane 44 444 o Huirl Salar

7. Here the user has access to both the tracker and the log. Refer to “Finding a PCR by

Looking at the PCR Tracker” or “Finding a PCR by Looking at the Workflow Log” for more
information about the tracker and the log.

8. Upon locating the Tracker and/or the Log, if the user is still not sure why the PCR is not in the
Approver’s inbox, call BEST Shared Services.

OM PCR Search (helpful when user does not know the PCR #)

1. Have the user enter transaction ZOMAO069 from the SAP Easy Access menu
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Position Action

(72|23

Fosition

Action | Iﬁ']

2. User can select any action code to get past this screen

Position Action

Qllzliss

Fosition

Action W Reallocate Position Lp
Position l (=)

Walid fram 03/19/2008) to 12431/9999

3. User should then click on the position field and do the Search Help (click on

File Name: BEST ESS-MSS Troubleshooting Call Scripts.doc

Last Changed on: 5/12/2008 12:23 PM

Page 13 of 36 Version: 2.0



INTEGRITY

P& beacon

[ERETRES North Carolina

Office of the State Controller BEST PA/OM Workfow Troubleshoorting Guide
/ Search Termn with Restrictions .' Free search

I -
4 CA e == I =1
ObjectlD “|Act.|Start date [EndDate |PCRID WF Stat_|User name
50000442 116 08/21/2007 12/31/9939 RUADLAKUNTA
50000442 117 08/01/2007 12/31/9989 1000000153 RUADLAKUNTA
50000449 125 03/12/2008 12/31/9999 5000002517 N ANGELAAPPLE
50000451 125 10/30/2007 12/31/9999 5000001092 A ALIVIARPPLE
50000476 117 08/29/2007 12/31/9999 SRAGHAVAN
50000521 103 024132008 12/31/9999 5000002404 D 90000031
50000628 124 08/27/2007 12/31/9989 KVERLIVA
53408002 400 08/08/2007 12/31/9989 KVERUWVA
53408007 125 03/04/2008 12/31/9899 5000002484 R 30000011
53408012 125 031202008 12/31/9999 5000002516 M ANGELAAPPLE
53408013 113 01/29/2008 12/31/9999 5000002241 D 90000025
53408014 122 10/10/2007 12/31/9899 5000000913 N DWFINITO3
53408015 124 08/20/2007 12/31/9999 KVERLIWVA
53408019 800 08/15/2007 12/31/9999 KVERUWVA
53408158 800 08/06/2007 12/31/9989 1000000020 KVERLIVA

4. User can sort the list to find the PCR, or click on the gray down arrow at the top for additional
search functionality. The user can see from this screen which PCRs are In Process (“N”) and
which are Created (“D”)

|I:E’ Fosition (1) 500 Entries found EE

// Search Term with Bestrictions  Free search g with Planned Action

Action |

Wk Status

Us=er name E *

Object D

b Zirnurn Mo, of Hits a00
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5. Notice the “Search Positions with Planned Action” tab, which is specific to workflow, but the
user can search based on the Workflow Status of “M” for Completed, as well.

& =] 4 eCee LHE
Position Action

Dlglsr

Actian 103 Reallocate Pasition Up
Fosition 53409013
Walid fram BATFI2008] to 12431/99949

6. Upon locating the Position, the user is not able to do much more from here to see the tracker
or the log. If the PCR has not been initiated, the status will show as a “D”, and this will let the
caller know that the initiator has not yet submitted the action.

If you are speaking with the initiator and the status is a “D”, he/sher may click on the pencil icon
to edit the PCR and initiate it. The user must select the correct action, date and position
number in order to pull up the PCR to initiate it.

Note: If the user is still not sure why the PCR is not in the Approver’s inbox, call BEST Shared

Services who will look at the OM PCR Tracker and Log to investigate further. (Refer to Viewing
PCR, Tracker, Workflow Log and PCR Level)

Routing Issues

No UserID in Tracker

Description: User reports that there is an entry in the tracker that states “No Userid”

Possible Causes: The user who occupies the approver position does not have an SAP Userid

Screenshot of the Error
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Workflow actions

Al

Heading

iReguestiD: |5000802530) Action  [109 | |Abolish Position
Aoency 171 Wildlife Regources Commissi

Creator (3214 Alivia Apple

Position
Qrg Unit

59033477 |DEPARTMENTAL PURC OFF III
19001430 WILDLIFE RESOURCES ADMIN PU

Status

A |Approved

o0 Resolution:

1. Inform the user that there is an issue with the security set-up for the Approver. Call BEST

Shared Services.
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VACANT in Tracker

Description: User reports that there is an entry in the tracker that states “VACANT”

Cause: The position mapped as an Approver is Vacant

Screenshot of the Error:

Workflow actions

Al

Heading

iReguestiD: |5000802530) Action  [109 | |Abolish Position Status  |&| |Approved

Agency 1701 Wildlife Resources Commissi Position |59033477| DEPARTMENTAL PURC OFF III
Creator 3214 Alivia Apple Org Unit (19081430 WILDLIFE RESOURCES ADMIN PU

o0 Resolution:
1. Inform the user that the position defined as the approver for this workflow is vacant.
2. Call BEST Shared Services so they may determine what action, if any, should be taken.

No Approvers (Empty Tracker)

Description: User reports that there are no entries at all in the Tracker
Cause: The Org Unit the OM or PA PCR belongs to has no Approvers Mapped to it

Screenshot of the Error:
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| fooFar x A P TO159767 HAYLEY CALLIES & Approved 70159767 HAYLEY CALLIES B34/
| |zam Dt A P 70197726 NO USERID 0 NA 03714/
| |zam pat A P 70239647 BASIL LANDEWOS L Approved 70239647  BASIL LANDEYOS B3714¢
| |zam pat A P 70239647 BASIL LANDEYOS 0 NA B3/14¢
oo aa1 X A P (efelealafae]e] YACANT [59033447) 0 NA B34/
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Workflow actions

RequestIlD  |5000001590( Action 126 | |Change Position Time Data
Agency 171 Wildlife Resources Commissi Position
Creator (3214 Alivia Apple Org Unit

Status Ml |In Process

59033947 |BOATING TECHWICIANW II
19801577 |\WR  ENG OPS FACILITIES & OF

SequnIelMand |F'tg,rpe |Atg,rpe |AgentID |NameIDescriptiDn

|Act |Desc |Cmnﬂﬁctua| |Name

1 P P 0aan3214 Blivia Apple

o Resolution:

P Processed ooaR3z14  Aliwvia Apple

1. Inform the user that that there is an issue with the mapping of the Approvers for the Org Unit

the action is within

2. Inform the user that this error has already been forwarded to Shared Services by the workflow

system
3. Call BEST Shared Services

Initiating the Action

Description: User has created a PCR, but has not yet initiated it. This has been discovered by having the
user search for the PCR. The PCR currently has a status of “D”, for Created.

Possible Causes: The user saved the PCR, but did not click the “Initiate Workflow” or “Initiate WF” button.

o OM Resolution:

1. Instruct the user to go to ZOMAOG9 transaction

2. Have the user bring up the PCR by selecting the action code of the PCR and hitting enter,
entering the Position number (or searching using method described above in OM PCR Search)

3. After searching to find the PCR with a status of “D” for created, the user must enter the exact
action code, the exact Start Date, and the position number in the ZOMAQ069 screen.
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Position Action

oll#lsr

Action 103 Reallocate Position Lip
Fosition AEEEES21

Walid from p241372008

4. Click on the Pencil icon to Display/Edit the PCR

LED Empl s TriCare
1243149999

& 2 AH @@ EEE D008 EHE @D

SAP

| Initiate Wiork Flow |

Fosition Header

FPaositian RHBHEE21 LEQ EmplwiTriCare Org Unit
PCR Mumber FEE0AR2404 Feports To BRRRRR2Z2
Yalid from 241352008 to (12/31/9909 Superdsor
Holder W Status D I
Fersonnel area
Current Values Mew values
Faosition Relationships
Job pooonaad  [=hail oL
Reports To AOppRS22 CJJS Bz
Employee Group/Subgroup
Employee graup EFA Bi-WWeekly El EFA Bi-Weekly
EE subgroup 3 PT S-FLSAOT Fld Trne YA FT 5-FL
5. The WF Status should indicate “D” for “Created”
File Name: BEST ESS-MSS Troubleshooting Call Scripts.doc
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6. The user may then click on the Initiate Work flow button to initiate the workflow
7. If the user encounters any issues with initiating the action, Call BEST Shared Services so they
can assist the user

o0 PA Resolution:
1. Instruct the user to go to ZPAAQ76 transaction
2. Have the user bring up the PCR by entering the PCR number or searching for the PCR using
the method described in Finding a PA PCR Via Search
3. Click on the Pencil icon to Display/Edit the PCR

& 2 AU (€@ SEEISTO8 HERE | G

Employee Action Request

Dzl

Existing PCR No. foo000056S

Fersonnel Mo,

Last 4 digits (SR First Last
Effective an B3/16/2008

Action Type

Reasaon
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& Bl d B

Ce@ CHE SD4a8 BFE @

Employee Action Request

FCR Mumber 1080000565

Fersonnel Mumber hERMICE bR OWHMN Action: |20 Mew Hire (NC)
Last 4 digits(SSH) hERMICE hROVYR Reason: (01 Mewy Hire (MNC)
Effective on 1042242007 Chng 10/ 22/07 | |[AMGELALPPLE | St: |D Created
CURREMT PROPOSED

Fers Area Pers Area 1501 Transpartation

Subarea Subarea NEOg Tday Interface

EE Group EE Graup F SPA Bi-Weekly

EE Subgroup EE Subarp a1 FT M-FLSAOT Perm

Org. Unit HEQREALH Org. Unit 14200106) DOT INTERGOW AFFAIRS & BU
Jdok QEERaABE Job 3000078Y|  BUSINESS OFFICER |
EE Position  |BOQEQ0AEQ EE Position (610014087 Business Officer | 00

Flmmin Pl -

4. The status should indicate “D” for Created
5. The user may then make any necessary changes, enter any desired comments, and click on

the Initiate WF button to initiate the workflow
6. If the user encounters any issues with initiating the action, Call BEST Shared Services so they

can assist the user

Handling a Rejected Workflow Item

[I'wark Against

Description: A user has received a rejected workflow item, and needs assistance handling it.

Cause: An approver has rejected the item by clicking “Return to Initiator” button.

0 Resolution

1. Have the user go to their SAP Inbox (Business Workplace) — this is an Inbox icon directly
under the word “Easy” on the SAP Easy Access menu. If the user does not see this icon, have
them open a new Session, or hit their green back arrow until they arrive at a screen that looks

like this.
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=
Menu  Edit  Favorites  Extras  Systern Help

A N aH C@a DHE aDo8
SAP Easy Access

E|Ej 7l

2. Have user click on their Inbox Folder and then on the Workflow Folder

3. Ifthe item is not in their Inbox, ask the user to click on the Refresh icon
4. |If the item is still not showing in their Inbox, call BEST Shared Services so they may assist the
user.

& 2 dHCER  EHREET08(EE @
Business Workplace of Alivia Apple

|'T? Mew message ||(H} Find folder ||(H}) Find document ||FE Appointment calendar || & Distribution lists |

2 ST EEEEEEE ] EE R C ER R
NRox
#| Unread Documents 123 Inbox
&| Documents 218 Cla_|Title [Date recei
b Workiow 19 &r] Fosition 61001101 Active - PCR 5000002631 031472008
0"9”3'_“9 entries 0 Edit OM Action Create Mew Position for Position - 65000406 PCR: 5000002483 0212712008
aiz::!;f:ﬁ:;:%es 0 Edit OM Action Create Mew Position for Position - 65000405 PCR: 5000002482 Q22742008
b £ Outhox REJECTED: 1701 - OM Action Create Mew Position for Position - 65000404 PCR: 5000002468 |02i21/2008
b B Resubmission #r] Fosition 65000403 Active - PCR 5000002467 0202112002
b 8 Private folders &r] Fosition 65000402 Active - PCR 5000002466 02/21i2008
b ¢@ Shared folders REJECTED: 1701 - OM Action Create Mew Position for Position - 6000401 PCR: 5000002465 02i21/2008
b <3 Folders subscribed to &] Fosition 53033872 Active - PCR 5000002348 02i06/2008
T Trash E Position 29033872 Active - PCR 5000002348 020062008
il Shared trash #] Fosition 53033519 Active - PCR 5000002347 02i0612008

5. Have the user double-click on the workflow item, and they will be able to make a choice from
the following buttons (see screen shot):
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Decision Step in Workflow

Cancel OM Action

Change and Resubmit

Cancel and keep work item in inbox

6. The user may look at the tracker to see the comments entered by the Approver who returned
the PCR
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Beq|F{|:|Ie |r-.ﬂand IF'T}.I'FIE |Atg.rpe |AgentID Mame I Description |£'-.ct |Desc |Cmnt|ﬂu:tua|
1 F F AOEE3214 BT1iwia Apple F  Processed HEEE321 4

- leo Fa1 b P TO219056 MO USERID o M

- lea Fa1 & P FO1597ET H&YLEY CALLIES & Approved TO159767

|20 BAT X b P TO229162 FRANCISCO KAREN o M

|2 BAT X & P FO170320 MO USERID o Mis

|20 BAT X b P TH139386 KARISSA MEUMEISTER & Ahpproved 70139386

|2 BAT X & P 70142961 Bethany fLpple o Mis

|30 ast b P TO219056 MO USERID o M

B & P Fo161020 Celeste Girardi o Mis

_EEIEIP.M X b P TH139386 KARISSA MEUMEISTER R Rejected X TO139386

- |4m0 s0M X & P FO142903 COLE HAWK

- |4m0 som x b P TO142963 YACANT

- |4m0 som x & P FO158723 MO USERID

- |4m0 som x b P TO173rEd MO USERID

_2 F F AOEE3214 BT1iwia Apple F  Processed HEEE321 4

C le1 Far b P TO1597ET HAYLEY CALLIES & Approved 159767
[0 |

7. To see the comments, select the line that shows “rejected” and has an “X” in the comment
(Cmnt) column, then select on the eyeglass/Notes button.
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Approver Comments

This is to return

Li1,Col Ln1-Ln3of3lines

8. The end-user can then close out of the comments by clicking the green back arrow.
9. The user may choose to Change and Resubmit or Cancel the PCR.
i. If the user chooses to change and resubmit, they must be sure to click the Initiate
Workflow button after making changes and adding any comments.
ii. If the user chooses to cancel the PCR, it will no longer be available to make changes
10. Next, the user will receive a confirmation message from within workflow
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Business Workplace of Alivia Apple

|§ Mew Messane ||['ﬁ'] Find folder | |[H] Find document ||@I Appointment calendar ||@a Distribation lists |

= o Warkplace: Alivia Apple

III:’This Work [term Has To Be Completed Explicithy...

| Infa. IELDQ I@&ﬁachmnts IElﬁj}ﬂgents |

5000002468

Please make changes or add
attachments.

Cancel - return to inbox if not ready to
resubmit for approval.

Complete Work Item - resubmit for
approval.

|w¥ Complete Work Item || ¥ Cancel |

Edit OM Action Create New Position for Position - 65000404 PCR:

Description Objects and attachments

« OM Header: PCE -6000002468 -
Position:65000404

« OM Control: Workflow Tracker

[

Eition - B

Eition - Bt

Fosition
67

EEE

Fosition

3449

RN

347

Lith for Pt

344

443

Lith for Pt

434

11. If the user is finished making changes, he must click the “Complete Work Item” button for the
workflow to be routed to approvers again. If the user is not finished, he should click Cancel. If
the user chooses to Cancel the PCR altogether, he should click “Complete Work Item” to

finalize the Cancelation.

i. Note: All approvers involved in the workflow will receive the item again if it is

resubmitted.
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Request to Cancel a PCR In Process

Description: User reports that they would like to cancel a PCR that is in Process. If a User wishes to
cancel a PCR that has been rejected, she must do this from within her workflow Inbox (see “Handling a
Rejected Workflow ltem”)

Possible Causes: The PCR has been approved, but it has the wrong effective date, or there is some
other error with the PCR, which was discovered after initiation. The PCR might be anywhere in the
process.

o0 Resolution:
1. Ask the user whether OM or PA
2. Ask for the reason for canceling the PCR and gather as much information as possible
3. Take down the PCR # and contact information
4. Call BEST Shared Services so they can assist the user

Assigning A Substitute

Description: Caller indicates that there is a need to assign a substitute for a workflow user, for one user to
be able to see (and work on items in) another user’s inbox

Possible Causes: A workflow user is out sick or has a large volume of work, and needs help

0 Resolution:

Get the name and Personnel Number of the substitute

Get the name and Personnel Number of the person they will substitute for
If possible, get the start and end date of the substitution

Take down the contact information

Call BEST Shared Services so they can set up the substitution

arONE

Receiving Item in Inbox Multiple Times

Description: Caller indicates that she is receiving a workflow item in her inbox multiple times. The user
may see the item come back into her inbox immediately after performing an action (such as initiating or
approving).

Possible Cause: A workflow user wears multiple hats (is both the Initiator and an Approver, or is an
Approver who is also substituting for another Approver).

o0 Resolution:
1. Explain to the user that she must perform the separate tasks for each role she plays

2. Instruct the user to look at the tracker first, to see at what approval level the action is sitting
(whether DAL, AA1L, FAL, etc..) — this is the “hat” she is wearing
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3. The item will appear in the Outbox multiple times, as well, for each time the user “executes” an
action as the Initiator, the Funding Approver, the Agency Approver, etc

4. If the user is still having an issue with Multiple Approvals, escalate to Call BEST Shared
Services for further investigation.

Workflow Approvals are complete, but PA Action is Not

Description: Caller indicates that all workflow approvals have occurred, but that the PA changes are not
showing up in the system.

Possible Cause: The Initiator has not clicked on the item in her inbox to process the PA40 transaction.

o0 Resolution:

1. Have the user access her SAP Inbox

2. Have the user click on the Inbox folder and locate the PCR

3. User should double-click on the item, and process the PA40 transaction all the way through
until the system brings her back to the Workplace Inbox

4. Explain to the user that she must click on the Complete Work Item, only when processing of
the PA40 is complete. Otherwise, the item will be removed from her Inbox.

5. If the user has already clicked on the Complete Work Item, but has not processed the PA40
transaction (can't find the PCR in her Inbox) walk the user through the process of completing
the PA40 transaction using appropriate BPP for processing a PA action (or refer to Job Aid,
“Things to Remember when Processing a PA Action”)

Advanced PCR Troubleshooting

Viewing PCR, Tracker, Workflow Log, and PCR Level (PCR Search Tool)

Description: Often the end-user is not able to view the PCR tracker or the PCR, based on where itis in
the process. The Display PCR Tracker & WF Log Tool is available to help assist the user with workflow
issues.

Note: This transaction is only available to BEST and Beacon Production Support, so the end-users will
NOT be able to access it.

0 Resolution:
1. Enter ZWF_PCR_DIS in the transaction on the SAP Easy Access Menu
2. Choose whether OM or PA
3. Enter the PCR number
4. Select the appropriate radio button to see either the PCR (Action), the Tracker, the Workflow
Log, or to display the PCR Level
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L=
| Frogram  Edit Goto  Systern Help

1€ 2108 ICAQ SHEB ana0 B
Display PCR, Tracker & WF Log

Which PCR?

@ PAPCR | [aj
2 OM PCR

Wihich Wiew to Display?
®FCR
O TRACKER
OWORKFLOWY LOG
() CURRENT PCR LEVEL

User has Approver Relationship, but no Security

Description: End-user is an Approver, her name appears in the tracker, but her name does not appear in
the list of possible agents

Possible Causes: The user does not have the proper HR security role, or does not have the proper WF
General role

Screenshot of the Error:
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‘I:D' Recipients: 1501 - OM Action Reallocate Position Up
E TS 991Q8@r79 Funding appraver edit
US ZWFFATHNDOT ZWFFATIMDOT
US ZWFFAZ ZWFFLZ
US ZWFFARZNDOT ZWFFAZWDOT E}
I]
I
Al [ |1 ]
! | Ovverall view || org. assignment|

Note: There is a security issue if the user’'s name is in the tracker as an Approver who should have the
item now, but if the user’s name is not showing in the List of Agents in the Log.

o0 Resolution:

1. Check the user’s security using the SUO1D transaction, roles tab

2. Look for the appropriate OM or PA ZHR Approver role, as well as the required ZWF workflow
role.

3. If the user has the ZHR role, but not the ZWF role, Call BEST Shared Services — this is a
Security issue.

4. If the user does not have the ZHR role, instruct the user that he/she must go through their
agency Data Owner to request the proper access (agency Data Owner must submit a Security
Role Change form)

Screenshot of SUO1D — Roles (only BEST Shared Services has access to this transaction)
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Address Logon data Defaults Parameters Profiles Groups |I|
SR EEY S
Feference user for additional rights
Raole Assignments
st |Role [Type |valid From  [Valid to IMarne (il
@ ZHR-PL_EED DISP-15XX & ©1/02/2008 12/31/9999 PA-Display EEQ - Transpo [=]
[ ] @ ZHR-PA_GRIEY_DISP-15XX & 01/02/2008 12/31/9999 PA-Display Grievance - Tral7]
[ ] @ ZHR-PAL_HR_DATAE BPPR-15XX @ 01/02/2008 1243179999 PA-HR Master Data Approy ]
[ ] @ ZHR-PA_HR_DATAE_MTH-15%X & 01/02/2008 1243179999 PA-HR Master Data Mainta
[ ] @ ZHR-PA_MOMSEN_DISP-15XX @ 01/02/2008 12/31/9999 PA-Display Non-Sensitive |
[ ] @ ZHR-FAL_PERF_DISP-15%X & 01/02/2008 1243179999 PA-Display Performance R
[ ] @ ZHR-PL_PERF_MTM-15XX @ 01/02/2008 1243179999 PA-Performance Rating - T
[ ] @ ZHR-PA_SABLARY_DISP-15XX & 01/02/2008 12/31/9999 PA-Display Salary - Transp
[ ] @ ZHR-PL_WARM_DISP-15XX @ 01/02/2008 1243179999 PA-Display Warnings - Tra
[ ] @ ZHR-TIME_DISP-15XX & ©1/02/2808 1243179999 TM-Display Time - Transpe
[ ] @ ZHR-TIME_FMLA_MTN-15XX @ 01/02/2008 1243179999 TM-FMLA Administration - -
[ ] @ ZPORTAL-SAP_GUI_PRD & 12/20/2007 1243179999 Portal Role - SAP GUI PRE
[ ] @ ZPORTAL-SAP_GUI_TRMN_299 & 12/12/2007 1243179999 Portal Role - SAP GUI TRM [
[ ] @ ZPY-PAYROLL_DISP-15%X & 01/02/2008 12/31/9999 PY-Display Payroll - Transt [T
[ ] @ ZWF-0OM_AFPROVER-MSTR & 12/20/2007 12/31/9999 OM General
[ ] @ ZWF-OM_REOUESTOR-MSTR & 12/20/2007 12/31/9999 OM Reguestar Genaral
[ ] @ ZWF-PL_AFPROVER-MSTR @ 01/02/2008 12/31/9999 PA General
[ ] @ ZWF-PAL_REOUESTOR-MSTR & ©1/02/2008 12/31/9999 PA Reguestor General
] =1

5. The information above shows that there is NO problem with this user’s security. This user has
both the ZHR-PA_DATA_APPR-* role and the ZWF-PA_APPROVER-MSTR role. The same is
true for the OM roles. See Security Roles and Approver Relationships table at the end of
this document for a complete list of roles that are needed for workflow.

File Name: BEST ESS-MSS Troubleshooting Call Scripts.doc

Last Changed on: 5/12/2008 12:23 PM Page 31 of 36 Version: 2.0



INTEGRITY

P& beacon
[EOEENRAES North Carolina

Office of the State Controller BEST PA/OM Workfow Troubleshoorting Guide

User has Security, but no Approver Relationship

Description: End-user indicates he is an Approver, but his name does not appear in the tracker
Possible Causes: The user does not have the proper approver relationship tied to his position
Screenshot of the Error — Not available

o] Resolution:
1. Check the user’s security using the SUO1D transaction, roles tab (only BEST Shared Services
has access to this transaction)
2. Look for the appropriate OM or PA ZHR Approver role, as well as the required ZWF workflow
role.
3. Ifthe user has the ZHR role, and the ZWF role, call BEST Shared Services and they will view
the workflow relationships and validate with the Agency HR what should be set up.

General Workflow Support Information

Information to include in the Remedy Ticket when Reporting Workflow Issues

To ensure timely resolution for PA/JOM Workflow Issues, please include the following information when contacting
BEST Shared Services:

1. | The PCR number Include the first digit, a dash, and then the
last digits following the zeroes:
Please determine whether the PCR is for OM or PA.

OM PCR numbers begin with a 5 and PA PCR Example: 1000005691 would be 1-5691
numbers begin with a 1. Itis not necessary to 5000001293 would be 5-1293
include all the zeroes in the middle.
2. | The Type of Action and whether OM or PA Example:
“OM - New Position”
or
“PA - Salary Adjustment”
3. | The ERROR MESSAGE. e If the End-User is issued an error

message, please request
screenshots if possible.

¢ If obtaining a screenshot is not
possible, ask the end-user to read the
error message.

e Please capture the message in the
Remedy ticket, verbatim.

4. | The Specifics about what the End-User is having a | Provide as much information as possible,

problem with such as:
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Avoid general statements such as “User wants to
Cancel PCR”

End-User wants to cancel a PCR because
she created the PCR and it has gone through
all approvals, but now she realizes that the
date is incorrect. She has not processed the
PA40 transaction yet.

Approvers involved in Workflow

Approvers: DAL = Division Approver

AAl = Agency Approver

FA1 = Funding Approver (Budget Officer)

OA1 = OSP Approver
BA1 = OSBM Approver
SOM = Shared Services Processor

Workflow Status Values

Status:

D = Created
N = In Process
A = Approved (at any level)

R = Rejected
C = Canceled
M = Completed

Workflow Levels

The workflow levels (a new field being added April 1, 2008) provide more information about where in the process

the PCR is.

Levels:

ICRE - Initiator - Awaiting Initiation
IREJ - Initiator - Awaiting Resubmission
IPRO — Initiator - Awaiting Processing
DAl - Division Approval

AAl - Agency Approval

FA1 - Funding Approval

OA1 - OSP Approval

BA1 — OSBM Approval

SOM - Shared Services Approval
CREJ - Complete - Rejected

CAPR - Complete - Approved

CCAN - Complete - Cancelled
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OM Standard Approval Steps

Workflow Role in Process SAP Security Role Required
|Initiate Action OM Position Requestor

Funding Approval Agency Position Funding Approver
(Not all OM actions require funding approval)

OSBM Approval OSBM Funding Approver

(New Perm Positions Only)

Division Approval OM Position Approver

(If defined by Agency)

OSP Approval OSP Approver

(if required)

IAgency Approval OM Position Approver

BEST Shared Services (processes changes) BEST OM Processor

PA Standard Approval Steps

\Workflow Role in Process SAP Security Role Required
|Initiate Action HR Master Data Maintainer
Division Approval HR Master Data Approver

(If defined by Agency)

Agency Approval HR Master Data Approver

OSP Approval (if required) OSP Approver

Funding Approval (if required) Agency Position Funding Approver

-Not all PA actions require Funding Approval
|Initiator Processes the Action after all approvals [HR Master Data Maintainer
have occurred

\Workflow Role in Process SAP Security Role Required
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Security Roles and Approver Relationships

Role in |Security |[SAP Security Role Workflow General Relationship
the Role (Agency-specific after [Security Role
Process |Descriptionf*)
PA Roles
[Initiator |HR Master |ZHR- Z/WF-PA_REQUESTOR- [None
Data PA_HR_DATA_MTN* |MSTR
Maintainer
Division [HR Master [ZHR- ZWF-PA_APPROVER- DAl
Approver|Data PA_HR_DATA_APPR* [MSTR
Approver
Agency [HR Master [ZHR- ZWF-PA_APPROVER- AAL
Approver|Data PA HR_DATA_APPR* [MSTR
Approver
Funding |Agency ZHR-OM_POS_FUND* [ZWF- FA1
Approver|Funding FUND_APPROVER_MSTR
Approver
OM Roles
|Initiator |OM Position|ZHR-OM_POS_MTN* |ZWF-OM_REQUESTOR- |None
Maintainer MSTR
Division [OM PositionZHR-OM_POS_APPR* |ZWF-OM_APPROVER- DAl
Approver|Approver MSTR
Agency |OM Position|ZHR-OM_POS_APPR* |ZWF-OM_APPROVER- AAL
ApproverfApprover MSTR
Funding |Agency /HR-OM_POS_FUND* [|ZWF- FA1l
ApproverjFunding FUND_APPROVER_MSTR
Approver
OSP/OSBM Roles
OSP OSP ZHR- ZHR- OAl
Approver|Approver |OM_POS_CONTROL_ |OM_POS_CONTROL_
APPR-OSP APPR-OSP
OSBM |OSBM ZHR- ZHR- BA1
ApproverjPosition OM_POS_FUND_APPR-JOM_POS_FUND_APPR-
Funding OSBM OSBM
Approver

Reference Material:
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Material Source Location
BEST Shared Services | BEST Website http://www.ncosc.net/BEST/
BEACON Training BEACON Website http://www.beacon.nc.qgov/training/
NCID System NCID System website https://ncid.nc.gov
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